PATIENT SURVEY ANALYSIS –  Online Submissions
Q.1 Which Surgery do you most attend?

· 25 questionnaires have been completed online
· 52% of patients who completed the questionnaire declared themselves as a Leylands patient, 22% as a Heaton patient & 26% a Wrose patient.
Q2:  Which other Surgery / Surgeries do you attend?

· 31% of the patients indicated that they attend Leylands in addition to their primary surgery
· 23% of the patients indicated that they attend Heaton in addition to their primary surgery
· 31% of the patients indicated that they attend Wrose in addition to their primary surgery
· 15% of the patients declared that they have only used their designated primary surgery
Q3. How easy do you find getting into the building at your most used Surgery?

· No patients reported any problems in accessing their primary surgery.
Q4:   is the information available in The Surgery in a format that is suitable for your needs?

· All respondees reported that The Practice provides information in a suitable format 
Q5. How do you normally book your appointments to see a doctor or nurse at The Practice?

· Unlike the responses made by patients completing questionnaires at surgeries, the highest percentage of patients completing online actually book appointments online, 38%, with 27% trying to book by phone. 
· The extent to which patients engage in queuing & attending the Walk-In-Clinic is comparable with the levels reported by patients at their surgeries, standing at 18% for each category
Q6. Which of the following methods would you prefer to use to book an appointment at The Practice?

· In terms of the patients’ preference for booking an appointment, there is a slight increase on the current numbers wishing to book online, up to 40%, with a small reduction in queuing & booking by phone

· Although greater publicity & encouragement will be required, the responses suggest that there is an opportunity to reverse the current trend away from the use of online services, as reported by patients completing questionnaires at the surgeries.
Q7. How satisfied are you with the opening hours at The Practice?

· None of the patients completing the questionnaire online expressed any dissatisfaction with the surgery opening hours. 

· In comparison with reporting at surgeries, patients submitting online assessments recorded by far the most top ratings for opening hours, registering 60%, as against 52% at Leylands & Wrose & 40% at Heaton. However, the number of online submissions is small & so the overall judgement needs to be somewhat tempered. 
Q8. How helpful do you find the receptionists at The Practice?

· There is a striking contrast of extremes in giving an assessment on Reception staff. Whilst 72% of respondees gave the highest rating, 8% reported that they were not at all satisfied. A much smaller percentage than usual awarded a ‘Fair’ rating. Again, the small cohort highlights such contrasts, essentially 2 patients in this survey expressing concerns.
Q9. In general, how satisfied are you with the care you get from The Practice Nurse?

· There is a 100% satisfaction level expressed by respondees with the care received from the Practice nurses, with 76% providing the highest rating.
Q10. The last time you saw a GP at the surgery how good was the GP at each of the following?

· The responses were generally in line with the results of the in-surgery submissions with respect to the percentages assigning the highest rating. However, 

· 3 patients expressed dissatisfaction with the GP’s approach to discussing symptoms,
· 2 patients expressed dissatisfaction with the GP’s approach to explaining test results & proposed treatment

· 1 patient was dissatisfied with the extent to which the GP involved him / her in the consultation

· All patients were satisfied with the extent to which GPs listened at consultation, with 96% confirming that they felt involved in the consultation & decision-making

Q11. Did you have confidence and trust in the GP you saw?

· 84% of the respondees confirmed their confidence & trust in their GP, with 4 patients recording a negative assessment
Q12. How often do you use The Practice Website?

· 66% of the patients completing the questionnaire online declared that they book appointments online
· 80% of patients used the online facility to request a repeat prescription, much higher than the overall response.
· In terms of using the website to use other facilities / services available, between 40% & 50% of respondees reported that they had used the services, with the service availability function being the most frequently used service (50%)
Q13.Which of these additional services have you used or are aware of?
· More than 50% of the patients reporting online indicated that they were aware of each of the five services highlighted, with Physio & EConsult being known by the most patients (60%)

· With the exception of Physio & Telephone Consultations, the services had been little used by this patient cohort. However, 36% had used the Physio Service & 40% had arranged a Telephone Consultation.
· Whilst 52% of the respondees confirmed their awareness of the Extended Access Hours Service only 2 patients had used the service. Nevertheless, the awareness was much higher than the patients who had completed the questionnaire at the surgeries.
Q14. Has your awareness of your health, & actions required to maintain it, improved over the last twelve months?

· Similar to the responses to the questionnaires completed in the surgeries, 54% of the patients reporting online indicated that their awareness of their health, & actions required to maintain it, had improved over the last twelve months
· Again, in line with the reports from the surgeries, weight checks & exercise (54%) were the main areas of focus, although BP checks were also highlighted by 52% in the online submissions.
· Smoking was deemed not applicable to 91% of the patients, with 60% reporting likewise on alcohol.
· Two patients requested more support to be provided on exercise & weight checks. 
Q15. In general, how satisfied are you with the care you get at The Practice?

· Surprisingly, 21% of the patients indicated a level of dissatisfaction with the quality of care received at the Practice. (5 patients)
Q16. What is the Key Change required to improve your overall satisfaction? 

· No feedback was reported on any suggested changes to be made

Q17:  Are you a registered carer?  
· 2 patients in this small cohort reported that they were registered carers
